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Museum Booking System (OMNI Ticket)
IT Helpdesk System (Sunrise Helpdesk System)
Venue Master (ticketing system)
Epos (tills)

1. For each system above: in detail show/ mention/ give examples where possible about the
use of the system being as thorough and descriptive as possible.
What is the system mainly used for? For what purpose? What else it can do? What
training is required to use it? How many registered users of this system are there in your
organisation? Can you get by without using this application, if so how? What are the main
purposes and benefits of the system?
How are/is the information processed and how the information is collected, verified and
kept secure on the system?
(Talk about: data capture forms about ID’s, passwords and logging onto the system
about backing the data each night, about anti-Virus software. About getting the
information verified each month/ season/ financial year etc. About encryption.
Museum Booking System (OMNI Ticket)
 This is mainly used for booking customers onto tours and collecting the relevant data
and details relating to each customer.
 It can book individuals, groups and special offers onto the system. It can be used to
block out a full tour e.g. each tour has 35 spaces, but a full tour would be blocked out
for a school group provided that there are at least 15 people.
 Staff are trained in general usage of the system e.g. important data which needs to
be inputted, how to book and block out tours, what to do if the system has any
difficulties.
 There are approximately 20 registered users of the system in the Museum.
 It would now be very difficult for us to manage without this system, as tours are
reserved using this. Without the system, we would have to revert back to the old
system of writing everything down in a book (recording the tour times, number of
tickets sold, number of tickets still available etc).
 The main benefits of the system include: blocking out tours and tour spaces to show
when they are not available, storing customer data to enable Museum staff to contact
customers where necessary, being adaptable (i.e. more tours can be added during
busy periods and more spaces can be put on tours to allow more visitors to book).






The information is processed by keyboard into the booking system. This is done by
Museum booking staff only. All members of staff have an ID and password to enable
them to log on. This allows management to monitor usage and highlight any
members of staff who require any further training. All data is stored and saved at the
end of the day when the system is shut down.
All computers have various types of anti-virus software (depending on what they are
mainly used for).
Information which is gathered is verified when the customer arrives. This may be
updated regularly if the customer is a regular visitor (i.e. school groups who return
each year).

IT Helpdesk System (Sunrise Helpdesk System)
 It is mainly used for logging all faults/requests for IT service to the IT Helpdesk.
 We also use it to record our IT inventory, IT procurement and IT users.
 It is very easy to use but training is required to use the system but also our IT
procedures of how to log calls appropriately.
 We have 7 licences for users.
 The system is not business critical, but for recording all our IT problems and requests
for IT equipment, software or service it is essential. Without the system, it would be
almost impossible for the logging and resolving of issues to work effectively.
 We log all our IT faults and requests i.e. printer not working, PC not booting up, new
mailbox required, new starter requires accounts, IVR change required etc….
therefore we can provide service level agreements and work to deadlines, track
reoccurring issues, monitor faulty equipment, manage our time taken on projects and
produce IT reports.
 The data is held in a SQL database and only IT has access to this. We do not keep
user password information so there is no confidential information kept in our helpdesk
system.
Venue Master (ticketing system)
 Main uses are for selling tickets, season tickets and memberships (One United. It can
transact through different ways: by telephone with the operator inputting data at a
computer, online, or via an IVR system (Interactive Voice Response).
 The system can also store vital information i.e. the different services offered to
different customer groups e.g. general ticket holders or executive members.
Customer data is stored which can be used for marketing purposes for mailing (post,
e-mail or SMS). A data warehouse is also used for analyzing customer spend.
 Staff must be generally computer literate, able to use a keyboard effectively and
understand the functions of Microsoft programs. They would also have specific
training relating to the booking process and the general use of the system. All staff
would also undergo customer service training at the Club.
 There are over 100 users registered on this system, but they don’t all use it at once.
 The booking office definitely couldn’t manage without this system now that it’s been
put in place.
 Users have their own login and passwords so that all transactions can be identified.
The system is connected to a server. This has a number of disks. RAID. The function
means that if there’s a problem with a disk, the system keeps working until a disk is
replaced. The server is locked in a secure room. There are back-up procedures every
night – this is backed up onto a tape which is stored off site in a secure location. They
are also battery and mains powered so that they would keep working in the event of a
power cut. There is a global anti-virus system for all machines which is updated daily.
Epos (tills)
 There are approx. 380 tills. Local supermarkets probably have 20, so this system
runs on a huge scale. Each till is a wireless computer using Microsoft. In the system,
everything sold is stored in a database. When items are sold, the system records a
sale plus a reduction in stock. This then goes through to the accounts department
who can work out the profit/loss.
 It can also provide management reporting tools e.g. the most profitable areas. This
enables the company to run things such as a prize for the most profitable kiosk on
matchdays.








There are hundreds of registered users of this system, and most would be used
simultaneously over a 3 hour period on matchdays.
We could manage without this system if something happened to it, but it would have
huge repercussions for customer service due to the volume of customers. Also, it
would mean a much less effective way of recording sales of each item and when
replenishment is required.
The main benefits are: the speed at which transactions can take place, the number of
users who access the system simultaneously, the way in which it records reduction in
stock as well as sales, the huge reduction in paperwork for staff doing stock takes, a
uniform approach i.e. everyone has to complete things in exactly the same way as
everyone else.
Information is collected and verified by till operators. In terms of storage and back-up
of information, again the system is backed up each night so all the information is
saved. Security is closely monitored as tills are wireless networked, so the security is
very tight to prevent anyone with a wireless laptop accessing the system. Again, all
staff have login and password accounts so transactions can be linked to specific
members of staff. Profits and financial information is all checked and verified by our
accounts department on a regular basis so that any issues can be flagged up and
resolved accordingly.

Talk about the advantages and disadvantages about these systems in terms of cost and set
up. Including working practices, i.e. staff redundancies and staff employed due to the
running/introduction of these systems.
Museum Booking System (OMNI Ticket)
 The cost has been very effective, as the system has made booking groups in and
collecting information much more effective and easier to save. To set up the system it
was very difficult as this has been tailor made for the tour booking system. This
meant the museum had to outline their requirements and the company had to adapt
their system accordingly. This hasn’t meant that any staff have been made
redundant, but the running of the system does mean that staff are able to process
bookings much more quickly and efficiently than before. There have been more
booking staff taken on due to the increasing number of customers, so this has
actually increased the number of staff employed.
IT Helpdesk System (Sunrise Helpdesk System)
 Basic call logging systems can be very inexpensive but if you add on other
components to record your inventory, knowledge bases etc… then the costs get
higher, although this does depend on how they are built in.
 Our number of users is now around 570 and we have around 2,000 pieces of IT
equipment which includes, PCs, laptops, servers, blackberrys, 3G cards, Epos
equipment, switches and wireless access points, therefore the system that we have
must be able to record all of this and we must be able to report on it when required.
 Everyone in IT is able to use our Helpdesk System but it is mainly used by the
Support Team who are mainly responsible for logging and recording all relevant
information.
Venue Master
 Obviously the system cost money to set up, but this has definitely shown to have
been cost effective. Ticket office staff have been trained in using the system, so there
haven’t been job losses, but this has simply meant that larger volumes of customers
can be dealt with more quickly and more effectively than they would if tickets were
being processed manually. IT staff would generally resolve any running issues with
the system, but occasionally the provider may need to be called in if a more serious
issue arose.
Epos (tills)
 There haven’t been any staff cuts due to the introduction of this system. There are
such a huge volume of customers during matches that the system has simply made it
quicker to serve them. Again, the system cost substantial amounts of money to install
but it has been very cost effective. It has saved a lot of money in terms of stock (sales
and replenishment of stock is all recorded in the system instead of manually) and in

terms of finance (it’s a much more accurate way of adding up the cost of items and
working out the change than the methods that were previously in place).
2. Are there any other sources where we can verify (check) information given by you (your
organisation) such as any websites or material such as leaflets/magazines.
Museum Booking System (OMNI Ticket)
 Unfortunately not - the information on the system is confidential and the system itself
has been specifically designed for Manchester United Museum, so there are no other
systems run by this company which can be compared to it. Booking on a tour would
be the only way to see any of it in action, but even then you wouldn’t be able to
access the whole system.
IT Helpdesk System (Sunrise Helpdesk System)
 Again, no as the system is only accessed by our IT department users, so it doesn’t
feature on the website.
Venue Master
 Yes, you could go on our website to look at the methods of buying tickets
www.manutd.com
Epos (tills)
 Not really – if you came to a match you would see the system in operation, but this
wouldn’t enable you to gain access to the system itself or see all of its functions.
ADDITIONAL GENERAL SECURITY AND OPERATIONS INFORMATION
 There is a 48 core fibre ring around the stadium. Access points around the stadium,
near where there are office spaces, link to the fibre. There are approximately 50
servers in the communications room.
 Once per year, an independent company comes in and tries to break into the system.
They write a report on their findings and the IT department will act on any issues
raised. No one has broken into the system yet!
 The system is not run on a LAN, it a Campus. This is because we have huge
numbers of computer users at Old Trafford, but also at the Ticket Office, Carrington
Training Complex, MUTV in Manchester city centre, and our London office. All these
rd
users are linked to the 50 servers. This is done using 3 party communications e.g.
BT, Thus Communications, Virgin Media or NTL.

